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Office of the Secretary
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Washington, D.C. 20554

Re: CC Docket No. 98-67 — California Public Utilities Commission Annual Log of
Consumer Complaints

Dear Ms. Dortch:

Pursuant to 47 C.F.R. Section 64.604(c)(1), the California Public Utilities Commission
(“CPUC” or “California”) submits to the Commission annual consumer complaint log
summaries for the reporting period June 1, 2003 through May 31, 2004, from California’s
TRS providers, MCI and Sprint, and the CPUC.
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Jonady Hom Sun

Attorney for the People of the
State of California and the Public
Utilities Commission of the
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Complaint Tracking for California

l

[ June 2003]

Tracking. Dateof Cat# - ' Natuieof Complaint . ‘Date.df . -, Explanation of Resoliiti
of | " : ' ol R
Customer wants her Sprint LD bill corrected to xfﬁznﬁ;getffrgflge c;z:g:‘czrn w
0617/03| 30 |reflect free LD through Sprint CRS when caling | 07/21/03 [SP@NNg 9 cis asa
Califomia promotion only for CRS. Offered to
41997 ’ raview her phone bill.
3367-1 | 06/27/03 17
06/27/03 5 [Caller said agent was rude and unresponsive. | 08/05/03 Coﬁfched CA on helpiu} tone when
3367-1 dealing with customers.
Coached CA on staying on the line
Customer requested to make a second call until IB disconnects or gives sk's and
06/23/03 3 however agent diconnected customer. 06/24/03 doas not respond 1o CA sis. Also
565 coached on following instructions.
2565 { 06/23/03 5
Customer stated that CA did not process the crﬁ:zgz?::npéo‘f:; t::\l:.g“r?ecdezs:‘lng
06/22/03| 9  |call correctly with the voice person unfamiliar | 06/22/03 [PTO% - '
with refay. modified specific person request and
2563 arnoucement call tachniques.
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Compiaint Tracking for California

) July 2003
Tracking|. Date of | Cat. # . "Mature of Complaint ~~ . .| pateof .} Explanation of Resolutibn:
P T
_# 1 Compl. |Compli. . . | Resolution].. ©._ SR
Agent was following procedures by
. voicing greeting. Coached agent to
07/18/03} 11 )Agent annouced voice to a vco user. 07/18/03 switch to ty mode when OB could
B582X not hear agent.
Agent and supervisor reviewed
07/03/03| 17 [Caller said the agent was very rude. 07/07/03 |proper procedure regarding proper
3380 voice tone,
Customer complained that agent would not Advised that agent followed proper
07/24/03) 17 repeat what was said and that agent was rude. 07/24/03 call procedures.
1516
07/29/03F 21 Customer states tpat agent was nonresponsive 07/29/03 }Agent followed procedures.
42427 to customer questions.
Customer reports agent failed to follow Discussed tty-voice answering
2589 07/14/03 3 directions. 07/20/03 machine procedures with agent.
07/15/03 3 T .l Y u.ser reperts that agent failed to follow 07/15/03 Coached_agent to ask a team leader
directions. if instructions are not clear.
2073X
- Agent followed customer notes/
o7/20/03| 4 ﬁ;‘::;rgg'a;e;fﬂigge"‘ did not keep customer | o715/03 |instructions. CA was coached about
2596 ) answering tty question.
2596 | 07/20/03) 21
Informed Customer without an agent
07/09/03 5 VCS user was upset because the CA hung up 07/09/03 1# we would not be able o follow up
2581 on her. with that agent.
Customer concerned over agents misspelling .
th le!
07/22/03 6 |words making it hard to understand the 09/24/03 CA was coached on the importance
! of correct spelling.
3454-| conversation.
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Complaint Tracking for California

— I 1 August 2003
Tracking| Dateof { Cat. # ] . Mature of Complaint. .. . . ;| Dataof | ation of Resoluf W
‘ : —of —— 1 e
. Comgh [Compl| . .~ ot Beseltion] oo e oot
os/06/03! 02 Agent ignored customer notes and agent was 10/23/03 CA was advised by supervisor to
42512 rude. follow customer notes.
4251Z 108/06/03] 03
Agent was not typing the "GA" and did not . . ,
08/07/03] 02 |follow oustomer note to turn off the turbo code | 08/15/03 | reviewed importance of typing and
. procedures for turbocode.
3495 and just overall annoyed the customer.
3495| | 08/07/03 03
. Agent coached on importance of
oseios| oz |Agentrefusedto give her ID numbar when 08/09/03 |providing ID number and appropriate
asked for it.
3003J tones.
osng/03! o3 Supervisor was not professional and had a 08/09/03 Remanc!ed Tl to respond'pohtely-and
20044 smart mouth. professionally, as she said she did.
Spoke with agent. She followed relay,
. N . procedures by pacing the customer
08/06/03} 17 foi‘;"t was unprofessional and had "rude vaice | 4an6/03 |and not answering questions which
: she tried to redirect to the TTY
42487 customer.
Met with agent and went over
Voice person wi upset that they heard procedurs for voice fo TTY ans.
os/20/03| 21 T?.'Y‘: pnes o hi:z:f’y P y 08/29/03 |Machine. CA demonstraled
© ’ understanding and knowledge of
2634 procedure.
ATTY customer called to say that agent told . "
08/30/03| 21 [them that Long Distance was not tree in 08/30/03 | 98Nt is new and did not know about
o CA free LD. Made agent aware.
30654 California.
Customer gave the agent the number to dial Agent accidently hit the wrong
3062J) 08/28/03 5 and her requests then the agent hung up. 08/29/03 bution. Agent was coached.
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Complaint Tracking Tor California

September 2003
Tracking] Dateof | Cat.# [ ~_ .  ‘Natureof Complaint = . ] Dateof | -~ Explanation of Resolution. - |
¥ | GomptJComphf - - {Resolution
00/18/03] 03 |Agent did not foliow instructions. 09/18/3 |Coached agant o typs (Relay hung
_ up} instead of {person hung up).
6664x
09/18/03| 05 |Agent hung up call. oorzz/03 | teviewed proper procedures with the
agent. Customer follow-up
B6663x
. When an attempt was made to
oorgroa| 17 |Caller stated she heard the agent laughing o | o4 4103 |axplain the situation customer
the phone during the call.
15253 became upsst and hung up.
Calier said both the Spanish agent and Spoke with supervisor. Please see
1
4133 09/18/03 ’ supervisor were rude and laughing at the caller. 09/18/03 complaint 15253.
. CA followed procedure maintained
09/21/03} 17 Customer_smd agent was rude and 09/21/03 |transparency. Not getting involved
unprofessional. erceived as rudeness
2660 P '
Coached agent on importance of
This agent took to long to to respond after responding back in a timely manner
09/18/03| 21 cusiomer typed GA. 09/16/03 o make the cail flow more
76088 conversational.
Customer states they requestsed a tty to vco . . L
0916/03] 3 |call and agent told them they needed fo contact | 0a/20/0g {uPerviser reviewed procedures with
. agent.
3116-d customer services.
Discussed following customer's
Agent specifically asked for a person and agent ' instructions, unacceptable typos,
. 09/29/03 3 spelled the wrong name. Agent had poor typing. 10/21/03 pauses in tha conversation, and went
77458 over specific procedures.
. Supervisor told agent to send the
o9/22/03] 4 f.:: S;?vr?;orrcrc;r:lzl:t;nlec»drg:?;i:rr;er:rgnir:;:'::‘.werin oa/g/p3 [Macre for “please place your handset
m;chine msg 9 next to the ans mach.." The customer
’ became upset and disconnected call.
9005FL pset n
09/30/03 4 pustomer statedagent did not keep her 00/30/03 Agent was coached on proper
2669 informed. . procedures.
09/16/03 5 A_gent hung up on the customer when asked to 09/23/03 Coached agent on remaining patient
42877 dial another number. and to process all calis effeciently.
Q005FL | 09/22/03 5 .
Customer reports agent hung up in the middie Currently we do not have any refay
6680X 09/26/03 5 of tty user typing. 09/26/03 opr with this 1D#.
09/23/03 9 Customer reports agent would not verify 09/28/03 Reviewed proper procedures with the
77228 message for customer.

agent.
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Complaint Tracking for California

— _ _ October 2003
Tracking| Date of | Cat. # .. Natwe ofComplaint . ", Dateof | ° Expl Resolution ~
_ G e A 1 R ——
# ) Compl {Gomply: T T s | Resolutionf
CA didn't wait for the person to finish giving info
1
BE8EX 100103} 1 befare dialing. 10/05/03 | Coached CA to walt fonger for GA.
10/08/03] 21 Customer sFates _that CA would' not respond 10/06/03 Agent coar:"hsd on proper procedure
31704 when she dialed into relay services. for processing calls.
Agent and supervisor coached on the
10/05/03] 21 Customer s§ates .that CA would‘ not respond 10/06/03 |proper procedures for processing
when she dialed into relay services.
calls.
3171J
Customer states that agent did not process her We do not have an agent ID - unable
10/05/03] 21 |call correctly and stated that she wanted instant| 10/06/03 |to to follow up with the agent to see
31804 credit given on the call. what happened.
We reviewed proper call procedures
10/20003] 21 S“i::’g&'gﬁd outa long message that the | 456163 fior leaving messages and agent
78168 g eave. agress fo follow.
10/31/03 3 Agent did not follow directions and threatened 11/11/03 Coached agent on proper cail
£720X the fty user that relay would hang up on them. procedures.
. . Agent was coached on proper
31864 10/09/03 5 1Agent failed to relay what customer sai. 10/15/03 procadures.
3186J | 10/08/03 g :
Customer was having a problem with an agent
and asked to speak to a supervisor. The Verifiod with supervisor that she took
10/09/03 5 |customer is not sure if this was really a 10/15/03 [the call. Customer contacted and
supervisor or if the agent was pretending to be customer was satisfied.
31874 the supervisor.
10/02/03 & Customer states tr‘|e agent made f.unny noises. | 4o nama Coacheﬁi a‘gent on cliarlity, accurate
Customer upset with agent behavior. pronunciation and voicing.
7374za
Caller said agent had a lack of quality and
gf:fscsgg':gé Ze;t:tpi:r;g ts:sﬁnwi?r:eryat Unable to follow up with the agent as
10/10/03 7 S g ep g peat. 10/10/03 {there is no agent assigned fo that
Caller slad agent tatked in a negative voice tone number
causing caller to think the person she called on )
3194 relay was upset.
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Complaint Tracking for California

_ _ _ I _ November 2003
“Tracking | ‘Date af:| Cat: ¥# | " 'Natureof Complailt . ° | Dateof-| - -Explanation of Resolution
1 of . s T e
¥ |- Compl. {Compl.} - | Resslution] .0
Customer reports a significant wait alter typing Qgirl': was r?'“;;‘gﬁ“ SUPQT'SW
11/12/03 1 Janswering machine message for the operator to| 11/12/03 a4 '|s requir al an opeaior pay
dial and leave. atiertion to a call, t? nat read, write
43312 or talk to others while on a call.
11/08/03 4 Customer says the agent didn't state the truth Coached agent on proper call
when asked If the person got the msg. 11/06/03 |procedures and proper customer
B6744X protocol.
11/06/03 17
6744X 06/
; Coached agent to asnwer caller w/
Customer felt agent was playing games and
3
11/25/0 17 was non responsive to customer questions. 07/25/03 ye;sl.icant read you, number you are
ETT2X calling to please. ‘
_ Customer reports no reply was given when Call may not have connected to
11/19/03| 21 |trying to make a call. After a few minutes 01/22/04 {relay, may have been a technical
915N customer disconnected call. prablem,
Contacted customer and explained
Customer advises the agent got access 1o her f:]::‘;t ﬁ;?tﬁos:'?tzm:ag?;z;ﬁhe
11/19/037 21 |private phone line through a relay call and then | 11/25/03 o ne 5y
caller on private lines. Tried to
called to harass her, . .
explain that it could have been wrong
number.
3311J
VCO user reports agent dialing to CRS TT results - Customer needs to
11/19/03} 24 |[designated VCO number is connecting to & 11/20/03 |comtact either her pbx administrator
3310J person's residential phone number. or local provider.
Customer became irate because the operator Opr was reminded to call over a
11/12/03 3 [typed everything that he heard on the answering 11/12/03 [supervisor if having difficulty with a
8912N machine verbatim. call or customer.
\ Coached agent on foilowing
1n703| 3 g‘;f:fcmﬁg:];epo"s agent did not foliow 11/17/03 |customers instructions and keeping
6760X i the customer infarmed.
Agent coached and understands the
11/23/03 5  |Agent hung up on cusiomer. 12/04/03 |consequences of disconnecting a
B766X call.
VCO eustomer said agent cut him off befora he
11/24/03 5§ |was thru leaving his msg on the answering 01/19/04 Agent \A‘ras coacf'\ed On praper ¥eo
. answering machine procedures.
3327J machine.
) . Agent is fully aware of conseguences
11/28/03 5 E)p:ra:or read customers instructions and then 11/29/03 |of hanging up on callers and will be
ung up- more careful in the future.
6776X
Customer reports agent confused the call Reviewed proper procedures with the
32724 11/05/03 8 . |pecause she did not relay info accurately. 11/06/03 CA.
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Complaint Tracking for California

. December 2003
Tracking| Dateof | Cat #| " Nature of Complaint ™. | Date.of | Explanation sf Resolutiori. "
- T o . i e - - - —
_# . | Compl. | Compl {Besolationl . iy g
Agent was coached to keep
Cust 4 ly s .
12/09/031 1 o ou?é?;r feports the agent was extremely siaw 12116/03 |customer informed in the process of
3354 ’ the call.
Agent did not foliow database instructions and ajp:ng;c;c;afglr;g:’i?ecaug:ts;\:nc:;;he
12/10/03 2 lignored customer's attempts to get her attention| 12/29/03 |. ponas
instructions and to promptly respond
before the call was connectad. to the customer
76640 ’
Customer attempted to make local call. Both
our system and she said it was a locat call. TT results - Tech was unable to
12/30/031 24 Reached recording stating to please enter your 0513/04 repraduce the problem.
2788 long distance access code.
Said agent redialed without his consent to a Spoke to agent. Agent was following
6800X 12/19/03 3 long distance number. 12/19/03 proper procedures.
oo Sentaxto cusamr xganng o
12/15/03| 35 garoling 34 02/02/04 |national number and suggestions to
number to use to connect to relay when reduce garble
33784 traveling. ¢ )
Customer said agent told voice person | had Agent will ask for assistance to
12/12/03 4  |hung up without my knowledge and 1212/03 |disconnect and not disconnect on her
3371J authorization - agent lied to me. own.
TTY customer reports agent did not answer
Coached agent to remaember to call
12/03/03 5 questlons.after the call about how the 12/30/03 supervisor when having problems.
2760 conversation ended. Agant hung up on her. :
Coached agent on the proper
Customer said agent wasn’t paying attention to procedures for handiing a vco call,
12/20/03 5 |the caller nor was she switching over to veo in al 12/21/03 |not breaking transparency and the
timaly fashion. propar way fo disconnect a call at the
34014 end,
Caller said agent just listened to recording and
did not type the recording with menu options for . od
12/11/03 9 fhem to make a selection of who they needed to 02/04/04 {Coached on recording procedures,
3367J speak with.
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Complaint Tracking for California

_ _ January 2004
Tracking| Date of | Cat.#| ~ . lature of Complaint. " " "{ "Dateof | Explanation of Resolution. ...
| 1oef ) o . _ .
f# ..*\' ".“camp['. Comgl.' LS P O NI L A U RPC SR R - IR E SR T Ry i ,Sglimo(‘ 1 R - G cdagras
Custorner was upset at an incorrect message Agent |D# not assigned to any
0t 1
ga1ax | PVOVO4L 18yt she received. 03/18/04 | nployee.
CRS ASCII user frustrated that agent did not
01/15/04 2 ]execute customer notes regarding initilization of | 01/15/04 gfw;;":ﬁ::se;eiimigalggeﬂnle
43832 his ASCH calls. o P "
43832 | 01/15/04 5
Customer reported that they wished to flle a Discussed with supervisor that he
01/05/04| 21 |complaint because agent was typing at the 01/05/04 |could have explained nged of
same time they were typing. software to prevent interruptions.
34364
Customer faxed a partial copy of the
01/22/04 3 conversation where in the agent did not follow 01/29/04 Coached agent on transparency and
procedura and agents informal commets were following customer notes.
004K inappropriate, unprofessional and unexpected.
Custormner was angry because instead of typing . .
01/15/04 4  |leave a message the operator typed one 0117/04 Reviewed proper procedurs with
agent.
6831X moment please. .
Customer said agent disconnected caller aftar . A
01713/04| 5 |she had typed a really long message foran | 01/19/04 | ©A understood importance of paying
. . attention on calls.
2803 answering machine.
: . . The agent number identified by the
oi1o/04| 5 S:lf“’me’ called to say agent disconnected his | orn04 loustomer is not assigned to any
3490J ) Sprint CRS employee.
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Complaint Tracking for California

02/03/04

i

- February 2004
Tracking| Date of { Cat.# | " Date.of | vt Hesolution -
. ¥ | ©ompl. | Compl.; | Resolutibn].:...
VCO upset that agent did not follow dorections Coached agant on reading and
to verity number before dialing and agent listening carefully at all times to
0 1 . 4 . .
2/09/04 7 sounded rude when typing and would not 02/09/0 customer instructions and notes and
2848 respond to questions. appropriately wording guestions.
Agent should respond to caller immediately
0219/04| 17 |when they ask a question and should not read | 02/20/04 g;i‘;ﬁi‘:;gem on proper VCO
6878X the notes while a caller is talking. )
Supervisor foilowed proper
- procedures. Agent coached on
02/16/04 2 S;?L%T;' reports agent did not folfow customer 02/20/04 |proper procedures and importance of
’ thoroughly reading the customer
101K database notes.
Agent VCO user reporis unable to dial number -
recieves a busy signal instead. Customer was Spoke with customer and found he
i 4 X
02/03/04} 24 unsure how his equipment works but concerned 03/30/0 replaced defective equipment
3053K if this is a relay issue.
0z2/24/04| 29 |CA voice caller receiving SRO fraudulent calls | o4/5004 [No contact information was given.
3129K extremely upset. :
i Coached agent on importance of
6860X 02/03/04 3 |Agentdialed the wrong number. 02/05/04 dialing correct number.
6860X 8

Cusiomer is upset that Sprint does not provide

02/24/04 35 |adirect TTY number for them to be able to call | 03/31/04 |No contact information was given.
3125K via TTY,
TTY worried and angry that agent might have C
. N oached agent on progress reports
02/20/04 4  |dialed wrong long distance number and did not | 02/25/04 ad
864 keep ty informed. and keeping the customer informed.
SRO customer reported agent hung up when The agent waited for 3 niinutes, there
customer was talking to person called. Also 4 |Was ho response so he typed and
02/25/04 5 states that special instructions needed to be 03/12/0 informed the cailer that the call was
repeated and agent was rude. being disconnected.
3133K P gentwa ¢
CA was coached on propsr
6BB7X 02/25/04 5  |Agent hung up on customer. 02/26/04 procodures.
The agent id# identified by the caller
is not assigned to any employee.
02/11/04| 8 |Agentdid not speak clearly to outbound 02/27/04 |CUStomer does not want follow up
gent did not speak clearly to outbound. and did not provide info that is
necessary for further investigatior.
No further action possibte.
6870X
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Complaint Tracking for California

Tracking| Date of | Cat. #] . ‘Naturg of Gomplaint | patest |
. { ot | o ] i 1
#_ ..} Comgl | Compl. o .| Resolitiod] .

03/16/04 0 TTY user ynable fo s:onnect to a relay opr or 03/16/04 Age!'lt was tuming turbo .code off.
3302K RCS and is Isft holding. Reviewed procedures with agent.
3302K | 03116/04 3

Customer reports the agant was devious and Acent is aware of what to do In
03/13/04| 17 |evasive when he asked why she wanted his 0319/04 |9 e roh 8 otw from rumber
3195K calling from number. regards fo having no '
Spoke to AIC who said the call came
in as a relay center with no from # so
Customer states supervisor was the CA had no gender. immediately
03/13/04 17 |arguementative and was not helpful in resoiving| 03/19/04 [IB was swearing at the CA - AIC
a serious problem. annouced as assitant supervisor and
IB did not believe he was a
3196K supervisor.
Customer is not abie to call to Mexico using his TT results - The customer needs to

03193/

a213K 9/od| 24 calling plan through SBC. TT 1001643543 05/24/04 work with SBC to get LD service
Customer states his calling from number TT results - No network issues that

03/14/04] 29 |apparently did not appear to the agentand he | 05/20/04 |wouid block the ANI. Unabie to
3198K wants to know why. reproduce the problem.

Customer advises that her instructions were not Agent coached to follow all customer
3154K 03/03/04 3 followed. 03/05/04 notes and instructions.

o3/os04| 3 Agent dla!ecl wrong number twice and sent paged 03/04/04 Coached agent on proper
B6900X was sent incorractly. procedures.

. o . Coached operator on follawing
808 03/08/04 3 |VCO reports agent did not verify information. 04/23/04 customer notes more carefully.
Coached the agent on the
03/21/04 3 Agent did not dial correct number and did not 03/25/04 lmpoﬂapce of dialing correct!y and
place call correcty. processing every call according fo
7725D procadures.
Agent did not give information after call had
44747 03/22/04 3 finished. 03/22/04 |Agent followed correct procedures.
Reviewed procedures for dealing with
03/1504| 5 [Agenthung up on customer and told state 03/25/04 [fax tones on a call. Agent knows to
agency that it was a fax, . ;
call supervisor when in doubt.
7445za
' Agent is aware of procedures and

03/15/04 CRS hung up on caller and ignored them. 03/16/04 tknows no to disconnect IB without
7701D supervisor approval.

03/21/04| 5 {Customerreportsthatagenthunguponthe | nouosns |acent followed comrect procedures
6216X outbound voice person several imes. )

Advised agent to get supervisor if call
strangley dropped or hung up inthe
Customer reports that agent failed to follow future. Coached on cormect
03/23/04 5 directions. 03/25/04 procedures for announcing calls,
adjusting microphone volume and
3223K . speaking.

03/04/04 7 Custor-ner advises the agent did not type 03/07/04 Discussed Qroper call tgchnlque
3159K verbatim. when reaching a recording.

VCO user raports agent does not type . .

03/28/04 7 leverything his caller says and does not like alt | 03/29/04 :Jn::tli;c)!::lc:::gr\;‘v:::ient as this
3234K the typing of background noises. g g ’
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Complaint Tracking for California

A H— April 2004
Tracking Date of | Cat. # Nature of Complaint, .~ . “Date.of . Explanation of:Resolution |
# ) Compl. |Compt. R oo . |Resolbpon) - . o U0
Caller felt she was being told how to do her Agent hed
04/12/04| 17 |phone call by the agent and agent lacked 04/12/04 r%ce d‘;ﬁc ed on proper
6§948X respect tor the caller. P s
VCO customer asked agent to confirm their Supervisor coached agent on proper
04/15/04] 1
6952X / agent number. Agent sent wrong macro. 04/15/04 procedures.
Agent was rude when caller asked her not to Reviewed proper call procedures with
04/16/04| 17 |announce relay. When she did the outbound 04/18/04 lagent and the importance of following
6968X hung up. customer’s instructions.
VCO customer asked agent to confirm their The Suservisor assisting the aent
04/17/04 3 Jagent number and agent replied - number you | 04/17/04 ooachezehe S81S ?groce dgres
6OBAX are calling to please. VCO got garble from relay. T on proper p )
TTY customer reports agent placed call to
business when a live person answered they
04/19/04 4 ldisconnected. TTY user asked why it happened.] 04/20/04 Operator coached on the correct
procedures and she undestood.
There was a long pause and then agent
3313K resonded they did not have that info.
, Coached agent on importance of
04r19/04| 18 :r‘:::v‘;’:‘lir f;‘j;fg:ﬁg;‘;d f: type complets | 44m0/04 |typing the entire recording and
7865D g 8. keeping the customer informed.
Educated agent on fully and
. . . completely listening to customer then
04/19/04| 17 :)’g?nzf;:;igegt was rude and did not isten o 1 4 /10/04 |raad customer notes if any. Rspond
ne- 1o customer's guestions and be
B6957X pleasant. .
Coached agent and agent now
04/23/04 9  |Agent did not follow procadures correctly, 04/23/04 |understands what was wrong and wil
863cD do beHer. .
Coached agent on proper answering
Agent typed answering machine playing and machina procedures and to listen to
04/30/04( 18 instead should have typed out recording. 04/30/04 customer instructions until thay give
6981X the GA.
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Complaint TraEI"(ing for California

. — — 1 May 2004
Tracking Date of . .-Catl.,.#‘ { -Nature of Complaint | - Dateof { - Explanation of Resoiufi :
# Compl. [Compl.. Resolution]. - ‘ '
S ;; 05/04/04( 21 [Customer states agent very slow to redial and | 05/06/04 Supervisor went over proper
6988X leave message on answering machine. procedures with agent.
1| o5/04/04] 21 |Customer states agent very slow to redial and | 05/05/04 Supervisor went over proper
-6989X leave message on answering machine. procedures with agent.
. |oswoa04| 21 |Customer states agent very slow to redial ang | 05/10/04 |SUPetVisor went over proper
6990X leave message on answering machine. procedures with agent.
05/04/04] 21 |Customer states agent very slow to redial and | 05/04/04 ﬁ"e‘."“"gfggelm to ring supervisor i
6691X leave message on answaring machine. aving difficuity on call.
' Reviewed proper call processing to
e edial and leave a message. We also
| os/04/04] 21 r
C Customer states agent very slow to redial and 05/09/04 discussed the need to stay focused
:6092X leave message on answering machine. on calls always.
. Josioa0a| 21 |Customer states agent very slow to redial and | 05/08/04 He’l;’"*t"“l’ldﬂma'"'ai"i"g 100% focus on
-B993X. leave message on answering machine. cat atal times.
Reviewed proper call processing to
dial and leave a message. We also
05/04/04 | 21 re
Customer states agent very slow to redial and 05/05/04 discussed the need to stay focused
6994X leave message on answering machine. on calls atways.
e Customer states that agent was impatient and anchedda:gent aon vmcnf'lg "? a c:ear d
| 0s/08/04] 8 Ihad a negative tone from the beginning ofthe | 05/11/04 [VO:°° 8nd 1o rémain protessional an
gl call. never speak using a rude tone to any
- 337 dK ) customer.
L Customer stated they had to wait 45 minutes in ;Jgs;“fh" T?g;g':ib'a t_o; resolt\ife
l05/11/04| 24 |order to get connected to Sprint CRS and would| 05/12/04 [! & thay heat more information
o fike to know why. in order to look into the problem.
| 90 o] Unable to reach customer,
R Customer stated that agant did not announce Agent was coached on broper
U001 05/11/04] 4 his agent # at agent change. Agent also did not | 05/11/04 plg)c eduresc prop
604 ‘lxa‘ respond to customer’s questions.
o 'j:‘ A 05/11/04 9 Customer states that agent did not type 05/11/04 Reviewed proper procadures with
- B012xa answering machine recording. agent.
5980° 05/13/04 5 flor n:f:;;}:‘ons that agent hung up on them 05/21/04 | Reviewsd procedures withr agent.
. t .
e e ot The sgant ¢ it oy
_ 05/15/04 S answered but agant hung up instead of relaying 05/19/04 ::t?:‘::s not ssigned to any
6019xa the call. ployee.
Customer complained that agent took too long .
05/19/04 1 to call back to leave a message and would not 05/24/04 Agent followed all proper procedures
answer caller's questions as to why it was for answering machine.
6028xa taking so long.
' Custamer complained that agent took too long Supervisor went over proper
05/19/04 1 |to call back to leave 2 message on answering | 05/24/04 [procedures with agent. No further
6029xa | machine. contact possible.
05/19/04 1 Customer stated that agent took too long to call 05/19/04 Agent number was invalid for SD
8030%a back to leave message on answering machine. center.
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Complaint Tracking for California

“Tracking| Date of | Cat. # |

ate ¢ 3 - Naturs of Compiiir
_#__| Compl. [Compt| . )

“Beatb ot | Explanalion of Resoliion
Resolutiont =~ ..ol

Y osroroa 1 Customer stated that agent took tcfo long to_call 05/19/04 Proper procedures ware reviewed
B3R back to leave message on answering machine. with agent.

- os/ter04 1 Customer stated that agent took tqo long to call 05/20/04 P.roper procedures ware reviewed
- 80%3xa back to leave message on answering machine. with agent.

Met with CA and coached her on the

| osroma| 1 [Customer stated that agent took too long to call | (s Linoertan of dtaling out in & tmely

- G03axa | back to teave message on answering machine, manner.
osr19/04] o2 Customer repor-ts agent was nonresponsive to 05/20/04 Agent followed cx?rrect procedpres as
customer questions. witnossed by assistant supervisor,

{05/19/04] 3

o 05/20/04 5 Custorner states that agent disappeared during 05/21/04 Agent was coached on proper

:6038xa; call. Iprocedures.

Reviewed proper procedures with
Caller said agent did not hang up voice user agent. Agent followed proper

05/05/04 3 and was rude and treatening. p5/24/04 procedures and did not break

5487 transparency.

Page 2 of 2




